
 

Broadband Alliance of Mendocino County 
c/o Economic Development & Financing Corp. 

631 S. Orchard Ave  Ukiah, CA  95482 
MendocinoBroadband.org  707-354-3224 

 

           October 15th, 2014 
 

 
Ms. Marlene H. Dortch, Secretary 
Federal Communications Commission 
445 12th Street, S.W. 
Washington, D.C. 20554 

 

RE: Ex Parte Notice, In the Matter of Policies to Respond to the Ongoing 
Technological Transition of Voice Networks, GN Docket No. 12-353 

 

Dear Ms. Dortch, 
 
As the Commission is well aware, the nation's public communications systems are undergoing 
profound transformation in terms of the evolution of networks used to provide 
communications services, hence the importance of this docket.  As residents of California's rural 
Mendocino County we support the concerns expressed by the Commission and Chairman 
Wheeler that as these networks evolve, it is vital to ensure that communication remains 
reliable, ubiquitous and affordable.  For rural areas, it is imperative that as increasingly all 
essential communication services are carried over the same middle mile facilities, federal and 
state policy makers ensure that those facilities are robust and available to every corner of the 
nation.  We believe that as the Commission deliberates on these issues, it is useful to consider 
"real world" experiences.  A recent event in Mendocino County highlights the importance of 
doing so; and points to the public safety threat posed by "gaps" in the availability of facilities 
generally viewed as being primarily associated with broadband service. 
 
On August 3rd, 2014 an accident on the rural Comptche-Ukiah Road in our county took out 400' 
of AT&T fiber optic cable.  The consequences were dire and long-lasting (45 hours).  Telephone, 
Internet, cellular, and 911 services went down for thousands of residents of Mendocino County.  
The outage was lengthy because the AT&T backbone fiber network was not configured to be 
redundant nor diverse with protection routing.    This was not due to the lack of fiber in the 
surrounding routes.   AT&T owns the Manchester cable landing station - critical US 
infrastructure -  just a short distance away from the fiber break.    AT&T did provide diverse 
fiber and protection for their cable station but elected not to provide the same for the 
surrounding community and emergency services. 
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Specifically, 
 
 Internet was out almost completely along a 40 mile stretch of coast:  wired, local ISPs, 

wireless, and CLEC phone service. 
 911 services were lost.  The Sheriff (who himself lost services) estimates that 20% of county 

residents lost vital services (approx. 17,000 residents in a county with population of 87,000).   
 Doctors, nurses, police, fire departments, and first responders could not be reached. 
 Elderly and disabled residents who cannot drive were left without any method of 

communication. 
 EBT food stamp benefits and needed medication were unavailable; Banks and supermarkets 

were just a few of the many businesses that simply closed their doors because they were 
unable to function without internet, telephone, and ATM services.   

 Reverse 911 calls were unavailable for many inland residents to receive evacuation notices 
and orders as the Lodge Lightning Complex near the town of Laytonville was growing into a 
major wildland fire.  There was a sense of panic without reliable communication.   

 
These are just a few of the stories from our county.  Please see the attached full Incident Report 
for more specific and documented details of the impacts our residents felt from this outage. 
 
As the nation transitions to IP networks, we ask that the FCC ensure that these new networks 
are robust, reliable and capable of functioning during emergencies, including situations where 
portions of a network are damaged.  We ask that the Commission work with states to identify 
those areas of the county that lack facilities with sufficient redundancy to ensure reliable 
communication, especially during emergencies, and take steps to expand facilities in areas that 
lack vital redundant networks. 
 
As the regulatory agency that has primary authority for communications law, regulation and 
technological innovation, we ask you to please ensure that such a scenario as we recently 
experienced never happens again in our county, or any other rural county in the US.  The lives 
of real citizens are literally at stake. 
 
Sincerely, 

 
Jim Moorehead, Chair 
Broadband Alliance of Mendocino County 
 
CC 
Mendocino County Board of Supervisors 
Mendocino County Sheriff Thomas D. Allman 
Mendocino County CEO Carmel J. Angelo 
Congressman Jared Huffman 



 

 
Broadband Alliance of Mendocino County 
c/o Economic Development & Financing Corp. 

631 S. Orchard Ave  Ukiah, CA  95482 
MendocinoBroadband.org  707-354-3224 

 

Incident Report on Internet and Phone Outages in Mendocino County 

 
On Sunday, August 3rd, 2014 at approximately 5:20 pm a “hit and run” accident in rural 
Mendocino County took out 400' of aerial AT&T fiber optic cable.  The consequences from this 
single accident along the Comptche-Ukiah Road were dire and long-lasting:  the loss of almost 
every type of communication - telephone, Internet, cellular, and 911 services for an estimated 
eight (8) communities1 situated along the Mendocino County coastline and loss of some cellular 
service for three of the County’s inland areas for forty-five (45) hours.   The exact number of 
residents that were affected by the resulting communications breakdown is unknown, but is 
estimated to be many thousands of people.   
 
Mendocino County Sheriff Tom Allman estimated that 20% of residents lost their 911 services2, 
which in a county with a population of approximately 87,000 residents would be 17,400 people.  
The outage was lengthy because the AT&T backbone fiber network was not configured to be 
redundant nor diverse with protection routing.  This was not due to the lack of fiber in the 
surrounding routes.   AT&T owns the Manchester cable landing station - critical US 
infrastructure - just a short distance away from the fiber break.    AT&T did provide diverse fiber 
and protection for their cable station but elected not to provide the same for the surrounding 
community and emergency services. 
 
At this time inland, approximately 25 miles northeast of the coast a concurrent emergency was 
developing:  the Lodge Fire Complex (started July 31st) was growing from the wilderness area 
where it started and beginning to threaten surrounding communities.3 The local Community 
Center in Laytonville was designated as a Red Cross Evacuation Center for those residents who 
might receive evacuation orders.  Unfortunately, the fiber break impacted much of the cellular 
services in this area, and many residents would not have been able to receive their “reverse 
911” calls had such an evacuation warning/order been given.  Firefighting efforts were also 
complicated as a result of the fiber break (alternative satellite communications system had to 
be supplied). 
 
 
 
                                                 
1 The coastal communities affected included: Albion, Little River, Comptche, Mendocino, Caspar, Fort Bragg, 
Cleone, and Westport.  Inland some cellular services were disrupted in the communities of Laytonville, Leggett, 
and Branscomb. 
2 As stated by Sheriff Allman at a meeting convened by Congressman Jared Huffman on 8/18/14. 
3 The surrounding communities of Leggett, Tan Oak Park, Laytonville, Leggett, Cummings, BenBow Lodge, and the 
Wilderness Lodge area of UC Berkeley’s Angelo Preserve were threatened, and some did receive evacuation orders 
days later. 
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Documented Impacts to Residents  
 
The Broadband Alliance of Mendocino County (BAMC) – a not-for-profit group in the County 
dedicated to improving broadband access to Mendocino County residents – immediately 
created an online survey for affected residents to fill out once their service was restored. The 
purpose of this survey was to document how they were personally impacted by the outage (see 
Appendix G). The initial survey was mainly advertised through “word of mouth”, radio Public 
Service Announcements (PSAs), and newspaper articles. In the weeks following the outages, 
741 responses were received.  Survey respondents were asked to indicate exactly which 
services they lost as a result of the blackout, and were given the opportunity to answer open-
ended questions about how they were affected.  BAMC volunteers then tagged certain 
responses for follow up and clarification, and these respondents were asked to fill out a second 
survey that contained “trigger” questions. These particular questions lead the respondent to a 
hidden page that contained more specific inquiries to obtain targeted data. This follow up 
survey can be found in its entirety in Appendix H.    
 
Survey Sample Size 
 
The responses represent a fraction of the total number of residents who were affected by the 
communications breakdown resulting from the fiber break. We estimate that only 6.5% of 
residents responded to this survey.4  This small sampling documents that residents were 
impacted in a variety of ways, from minor inconveniences to life-threatening situations without 
a means to communicate.  There was also emotional distress from not being able to 
communicate with elderly/disabled relatives, and almost all businesses reported suffering 
economic impacts.   
 
For a more realistic estimation of impacts, these results would have to be multiplied by an 
unknown factor to represent the actual number of affected residents.  As of this time, we have 
been unable to obtain any documentation from ATT as to the official cause of the break nor the 
number of consumers affected.  The survey responses indicate a high level of frustration due to 
lack of information from providers while the outage was in progress. 
 
Emergency 9-1-1 Call Capability Losses 
 
Out of 741 responses to the initial survey as of October 8, 2014, there were 285 residents 
who reported losing their regular ability to place a 9-1-1 call, including: 

 4 actual life-threatening medical emergencies 
 39 disabled or elderly residents 
 42 self-reports where respondents affirmed they felt that an internet and phone service 

outage such as the one experienced on August 3-5, 2014 was a threat to their safety 

                                                 
4 The total number of surveys submitted (741) divided by the total population of the affected communities 
(11,375) 
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 14 residents in the area of Laytonville who were potentially threatened by the Lodge 
Complex fire and who lost the ability to receive status updates on the fire through any 
form of communication (including texting, placing a phone call, or using internet 
services to send/receive email or search for updates) 

 

Economic Losses 
 
Survey responses reveal economic losses from the outage at $215,622. Actual losses are 
estimated to be in the millions of dollars. Please refer to Appendix A for these particular 
responses wherein the respondent estimated their loss. 
 
Communications Losses 
 
The following is a graphical representation of Question #3, “Please indicate exactly which 
services you lost during this time”: 
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Categorical Groupings 
 
All survey responses were grouped into the following categories using the qualitative analytical 
technique of observer impression. Below can be found a table including each category, the 
number of responses (“N=”), the percent of overall survey respondents that were grouped into 
the category, and what BAMC considers an “epitomizing” quote for the category: 
 

Category # of 
Respondents 

% of Overall 
Respondents 

Epitomizing Quote 

Actual Life-
Threatening 
Medical 
Emergencies 
(Appendix B) 

4 0.5% “My Mother quit breathing and it took me 
awhile to get Skype up and running while 

continuing mouth to mouth and trying to reach 
a friend to call 911 for me. It was hell. She is ok 

now.” 

Disabled/Han
dicapped/Eld
erly 
(Appendix C) 

39 5.3% “The biggest impact for our household was that 
my grandmother lives with us and has lifeline. If 

there had been an emergency while we were at 
work she would not have been able to use her 

button to get help from us or the hospital.” 

Laytonville 
Residents 
Living within 
5 Miles of 
Active Fire 
Boundary 
(Appendix 
D) 

45 6.1% “We were unable to find out if we needed to 
evacuate.” 

Banking 
Interruption 
(Appendix E) 

33 4.5% “My biggest concern was not having 911 
emergency service available.  I was also 
concerned that the bank in which I keep 

accounts was down and area stores were unable 
to accept credit/debit cards, particularly the 

grocery store.  This outage must be considered 
a 'wake-up' call and address possible future 

incidents.” 

Inability to 
Use Credit 
Card 
(Appendix F) 

17 2.3% “Internet service was completely disrupted at 
home and on my cell phone. I was not able to 

use my navigation system. I was not able to 
access my banking information, even when I 

went to my local branch in person. ATM 
machines and credit card machine were down 

all over town.” 

 



 5 of 29  

Conclusions 
 
Communication services today are integral to the functioning of our lives and of our 
communities.  We take it for granted that the services are there and will be there, and pay little 
attention to the details and technicalities of how these networks are developed and deployed.  
We trust our providers and regulatory agencies to make sure that proper guidelines are being 
followed to create stability in such a vital infrastructure.  Unfortunately, the scenario that 
played out in our county brings to the forefront certain vulnerabilities. Specifically, the ones 
that our communities face if a single vehicle can knock out telecommunications abilities for an 
entire coast (and inland) for two days and bring almost all business activity to a halt. 
 
This report documents the impacts such an event can have on a community, and should act as a 
warning for all – communities, local government, emergency services, and regulatory agencies 
whose function it is to oversee these networks.  A loss of communications capabilities puts 
everyone’s life at risk if they cannot place an emergency 9-1-1 call. What’s more, we feel 
strongly that this occurrence was unnecessary. There are simple ways to ensure a backup 
method of communication is in place in the event that a fiber-optic line is damaged.  
 
It is our hope that this report galvanizes regulatory agencies in California and in Washington, 
D.C. to require a backup method of communications to be in place. We expect the results of 
this survey will bring awareness to just how interconnected the modern world is. Finally, that 
the proper functioning of our communities is absolutely dependent on reliable, stable, 
redundant and ubiquitous broadband networks. 
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Appendix A – Economic Impacts 

Response 
# 

Response Estimated 
Loss 

Response 
#1 

With telephones and internet out for 2 days during our high season, guests 
could not make reservations.  We estimate loss revenue of $30,000-40,000. 

$40,000 
Response 
#2 

25000 
$25,000 

Response 
#3 

We lost sales because no phones or internet. The estimate loss of sales 
16,000. $16,000 

Response 
#4 

Lost untold emails from prospective guests for a vacation rental 
home.Income loss estimated at 4k-12k. 
 
Lost contract on catering deal for a 4 day event for 150 people being held in 
Elk late Aug as the people did not get a reply to several emails they sent 
asking me for prices on various menus (they thought I was not interested 
and found someone else). Estimated loss of 2k-2500 for the dates. $14,500 

Response 
#5 

3000-5000 dollars per day lost due to no phone or internet bookings. 
$10,000 

Response 
#6 

Hotel property: Direct online interface booking to our website caused an 
estimated $10,000 loss over three days. Credit/Debit interface went down 
so had to authorize cards by calling on. On average it took 2m:30s to 
complete an authorization versus the standard computer authorization of 
5s. We had approximately 250 authorizations during this time. 250 x 2m:25s 
(increase in time spent due to outage) = Approx. 10 additional hours of 
labor. At an average of $16/hr for supervisory access to authorize cards ($16 
x 10hr) this $160.00 loss.  
 
Other losses include diminished guest and concierge service from not being 
able to research local area information, responding in time to RFPs, general 
e-mail correspondence on pressing matters, etc. $10,000 

Response 
#7 

Our business is totally dependent on the internet.  
 
1. Our point of sales system in retail business unable to run credit cards., 
 
2. Access to Email from our customers and prospective customers. We were 
unable to deal with our contacts. 

$10,000 
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3. Our Customer Relationship Manager software,  where all our customer 
data is handled is on the internet so we could not access that. 
 
4. We were unable to process sales and internet orders. 
 
5. Our remote office could not communicate with corporate office. 
 
6. We could not access our website and social media accounts. 
7. Our students were unable to gain internet access. 
 
8. Limited banking and ATM access 
 
I estimate lost revenue was around $10,000 not including lost productivity 
of dozens of individuals and stress. 

Response 
#8 

I was fortunate in that I never bundled my service. In my years of living on 
the coast I have found that putting your eggs in one basket leaves you to 
vulnerable. It is unfortunate that the large companies (comcast etc.) entice 
customers to bundle in an area with poor infrastructure. I would say that the 
business lost 10-15% of sales. This was only due to the fact that customers 
were panicking and when people panic they do not spend! I would also say 
that it is taking some time for customers to come back out and spend as 
usual. Our sales continued to see a drop until just this Monday 8/11/14. We 
also were not able to file claims with vendors on shipments we received 
with damages. 99% of our vendors do all of their correspondence through 
the internet via email. We had a few customers that tried to email us from 
out of the area and they were annoyed at not being responded to as quickly 
as they would have liked. The other challenge was not being able to balance 
our accounts with our system quickbooks since we do that twice a week 
with our online banking. My partners back went out during this time and we 
had a great deal of difficulty making an appointment with the doctor. The 
best part of it was he needed pain Meds and due to the pharmacy being 
without internet we had to pay full value for his Meds 197.23 our usual co 
pay is 20.00! More cash out of hand. If we were a young couple with 
children this would and could be devastating. As for the dollar amount it is 
still being tallied our loss of sales at the nursery would look like 3000.00-
5000.00. We may end up with fees and the inability to get credit on 
damaged items that were shipped in just before the outage. $5,157 

Response there was no way that I could work on the online TV show, and upload it, &  $5,000 
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#9 out of about $5, 000  worth of sponsorships during that time. 

Response 
#10 

I lost potentially $5,000 during the outage because I could not reach clients 
and they could not reach me. $5,000 

Response 
#11 

Unable to input or access claims for customers. Take payments. Answer 
coverage questions. Lost business to out of area providers. $5000 $5,000 

Response 
#12 

I could do virtually no work for two days, which meant a loss of thousands of 
dollars of business. $4,000 

Response 
#13 

Our business was shut down for 2 days with an estimated loss of business of 
$3,500 $3,500 

Response 
#14 

not able to offer remote support services inside or outside the outage area. 
unable to place vendor orders via internet or phone.  Unable to complete or 
start projects requiring extensive data downloads.  Estimated economic 
impact=$3000. $3,000 

Response 
#15 

Probably cost us a few thousand in class registrations and room rentals - 
people aren't patient if they can't reserve on the first call, or via paypal $3,000 

Response 
#16 

We lost all emails. We had no idea if we had on-line bookings and/or 
requests for a reservation. We were forced to close off the ability for on-line 
bookings through our website in fear of double bookings, etc.  I'm sure we 
lost several thousands of dollars. $3,000 

Response 
#17 

We could not take credit cards. We could not contact patients. we had many 
people not show up because they werent able to be reached to confirm 
their appointments. If I had to estimate how much we lossed, it would be 
close to $3,000 $3,000 

Response 
#18 

I was uninformed of a bid for a mural job in Napa at a winery. This is a 
potential loss of several thousand dollars. The time of the bed ran out 
before I got my service back. There was much stress and frustration 
resulting.  Then I was tardy responding to a request for services by a musical 
performer.  My frustration and stress levels are over the moon. $3,000 

Response 
#19 

I was on deadline to produce a video for my job and was unable to reach my 
boss to let them know. A website launch was delayed. The dollar amount list 
could be in the thousands $3,000 

Response 
#20 

For our retail store we were unable to process credit card sales, estimated 
loss $1000 per day. For my vacation rental I had unhappy guests who had no 
internet service and had to offer them credit during their stay. $75/day. For 

$2,450 
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my wholesale business we were unable to complete basic tasks and had to 
close for the two days of the outage resulting in a loss of wages to 
employees, $300. 

Response 
#21 

Unable to accept debit or credit cards.  About 1/2 of our customers pay by 
card...about $1200/day. $2,400 

Response 
#22 

Probable loss reservations total nearly $2000.00 in gross value (about 
$600.00 net). $2,000 

Response 
#23 

We are a computer repair company so our entire operation was shut down. 
Without phone we can not contact or be contacted by customers. Without 
internet we could not place orders, we could not complete repair and 
upgrades for our customers nor create new repair and upgrade jobs. We 
could not create invoices, make credit card sales, etc. Loss of revenue (each 
day sales vary based on retail sales & repair jobs completed) could be 
between $250 - $1000 each day. Employees were unable to work so they 
will also have financial hardship due to this outage. $2,000 

Response 
#24 

$2000 lost revenue due to inability to accept credit cards 
$2,000 

Response 
#25 

$1000 - $2000 
$2,000 

Response 
#26 

My graphics business relies heavily on internet use;  sending and receiving 
orders and customer file, paying bills, and ordering supplies,etc. And 
without phone service, I don't know who may have tried to place orders. 
Regular customers not in the area were confused and worried, not know 
what was going on. Hard to estimate dollar amount, couple thousand. $2,000 

Response 
#27 

As to our business we were unable to make or receive phone calls so 
questions couldn't be answered, appointments made or changed and our 
tax return processing couldn't go forward.  The outage cost us over $2,000 
in lost productivity. $2,000 

Response 
#28 

We could not take appointments and use credit card machine. We probably 
lost $800 a day. $1,600 

Response 
#29 

We lost over 10 sales averaging $150 each because our credit card machine 
was out $1,500 

Response 
#30 

$1500 in lost wages from lack of work on two of the busiest work days of 
the week. During the busy season of work. $1,500 
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Response 
#31 

I was unable to give 9 therapy session via Skype at a loss of $1,350. I also 
lost good will as I was unable to contact these clients to cancel, re schedule 
these important sessions. I was also unable to use on-line banking upon 
which I am dependent. $1,350 

Response 
#32 

Lost reservations, about $1250 
$1,250 

Response 
#33 

I lost $1,200 of billable work time during the 2 days. 
$1,200 

Response 
#34 

We had to turn away at least four people who wanted to make large 
purchases at our gallery during the days of the outage. Art purchases are 
based on emotional reactions and subjective appreciation. You never know 
when someone will fall in love with a piece of art, and it was so 
disappointing, both for the artists and for the potential purchasers, when we 
had to turn them away because our credit card system was down. Those 
people were in town for a short time only, and, unable to purchase their 
chosen pieces at the time of their visit, those connections, relationships, and 
sales were forfeit. I'd estimate we lost about $1200 in sales, but moreover, 
we lost the opportunity to send our art home with the people who loved it. $1,200 

Response 
#35 

Business is vacation rental and potential customers were not able to contact 
me...probably about $1000 loss.  Thought emails would eventually come 
through but they didn't.  They were never re dived by VRBO. $1,000 

Response 
#36 

We definitively lost business on this day but probably only about $500-
$1000. Locals and visitors alike were very upset by the outage. Visitors left 
town and locals stayed home, but either way, not many went shopping. We 
went back to manual imprint machines for credit cards (which saved us) but 
many people assumed we would be unable to take their money. In modern 
life credit is money, being unable to process the transaction is unacceptable 
and results in lost sales. $1,000 

Response 
#37 

1000 
$1,000 

Response 
#38 

As a hotel part of a major chain, all of our systems rely on internet. This 
rendered our computers useless for checking in and out guests. We had to 
make a phone call every couple hours to have an updated arrival list faxed 
to us which took about 20 min. each time. We could not processes credit 
card so we could only imprint them and hope they were good. We missed 
some online bookings. It took us 3 1/2 hours to input everything when 

$1,000 
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internet came back on. I would say we loss about $1000. 

Response 
#39 

Lost revenue was potentially around $1,000. Now I will have to make up the 
missed time by working evenings and weekends. I missed an ad deadline not 
knowing whether I could get the client's ad to the publication, which is out 
of the area. And, I had client emergencies during the outage that I was 
unable to respond to. This represents a loss of good will for my business, 
which is not quantifiable. $1,000 

Response 
#40 

At __________, we were unable to get our daily order completed, which 
meant a delay in receiving special book orders, new stock and the ability to 
communicate with customers who placed web orders. As a business that 
thrives on the ability to communicate quickly and efficiently with customers, 
it made operations difficult at best. As a (retailer) (not owner or buyer) I 
would personally estimate that we lost somewhere around $700-$900 in 
productivity during the outage. $900 

Response 
#41 

We were not able to make or receive any phone calls, or communicate via 
internet with any of our clients. In addition, I was not able to use my cloud-
based design software effectively, nor was I able to use my cloud-based 
accounting software. 
 
A fair estimate of time lost for me is based on my shop's hourly rate of $50. 
At two full business days of 8 hours each, that is $800.00. This does not take 
into account the impact it has made on my clients who now have to wait 
longer for contracted work due to the set back. $800 

Response 
#42 

Unable to correspond with customer inquiry for Wedding consult.  I lost the 
wedding booking because I was unable to reply to an email in a timely 
manner. Estimated cost is unknown but my average wedding job is aprox 
$500 - $800.  Unable to communicate with customer about specific order 
details and delivery arrangements. Luckily she was a good customer and 
trusted me to work out the details of her order without her direction. 
Luckily I did not loose revenue from this.    For Celtic Creations, again we 
were unable to communicate with a customer who was expecting an answer 
to several emails and phone calls.  She was frantic that we did not respond 
and thought we were trying to rip her of for the $2000 she had already paid 
for her custom order.  Luckily she  was very understanding when we were 
finally able to contact her. $800 

Response 
#43 

I have a graphic design business. My clients and I  couldn't even reach each 
other for almost 2 entire working days. Also, I use a few programs in my 
business through the internet, like my invoicing, time keeping and project 

$750 
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database. I lost about $750 of billable time during the outage.  I couldn't 
work on any client websites either. 

Response 
#44 

Loss of revenue:  Approx. $625.00 
$625 

Response 
#45 

Estimate $600 sale lost 
$600 

Response 
#46 

______ totally functions with internet and cell phone.. We could not 
communicate at all with clients our potential clients. We lost at least $600 
over the two days. $600 

Response 
#47 

I distribute educational films and I was unable to fulfill orders, respond to 
phone correspondence, finalize e blasts - do any phone communication. 
Basically my business came to a halt. Business lost aprox. $500. $500 

Response 
#48 

Business shut down for two days.$300-$500 lost. 
$500 

Response 
#49 

No internet service for the business meant no email communication, online 
reservations for customers were not available and no credit card processing.  
Estimated loss of approximately $500. $500 

Response 
#50 

My business is entirely internet based, so I was completely unable to work 
for 2 days. Estimated loss approximately $500-750. $500 

Response 
#51 

Not able to receive reservations from outside booking agency's or to adjust 
room inventory online making it easy to oversell rooms causing us to cut off 
renting rooms online (our main method) cost to business aprox 500.00 
durring outage $500 

Response 
#52 

500 
$500 

Response 
#53 

I had to close my preschool for one and a half days because we have MCN 
fusion and had no way of making an emergency phone call, no way of calling 
parents of the children in an emergency, no one could call us in an 
emergency, and our fire alarm was down to the fact that we had no phone 
line that it could use. I was able to call only a linted amount of phone 
numbers from my personal cell phone which is why I was able to stay open 
just in the morning for those families who could be reached via my cell. I 
had to turn people away if my cell could not connect with one of their 
phones. We lost about $500 of revenue. $500 
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Response 
#54 

I lost two days of work.  This amounted to $400-500.  I had to contact one of 
my fellow consultants by phone and have her contact the rest of our team 
and our employer to let everyone know that I was down...with no hint as to 
when I would have internet service again. Our assignments have a definite 
return time which put a strain on the rest of this 5-man team. $500 

Response 
#55 

450 
$450 

Response 
#56 

$400 for the cancelled of one appointment to develop website & loss of two 
half day work hours regularly scheduled. $400 

Response 
#57 

Likely a few hundred dollars. We were unable to publicize our upcoming 
events or sell tickets for an extremely popular show. We saw a slight dip this 
weekend in attendance as a result. $400 

Response 
#58 

At least one room could have been rented if not for the outage.  Around 
$400. $400 

Response 
#59 

My business lost the ability to  receive new orders, and to provide needed 
customer service. I lost at least one and maybe two orders adding up to 
hundreds of dollors $400 

Response 
#60 

Lost revenue as a result of not being able to respond to a specific 
reservation request for 3 nights in November. I had 24 hours to respond 
before the request expired. Customer went elsewhere after 24 hrs. I lost 
$360, plus it impacted my response rating in the Airbnb website, reducing 
my response rate from 100% to 90% and affecting my standings in the 
ratings. $360 

Response 
#61 

Got behind on work & lost connections  
 
Most likely list 2-300$$ income. Not too terrible , but more than I can afford 
atm. $300 

Response 
#62 

Many people's phones were out and we were unable to reach patients. The 
Fax machine was out. $300 

Response 
#63 

Selling my truck $3700. 
 
Loss of business $250. $250 

Response 
#64 

As a Realtor, I was lucky not to have lost too much business. Maybe $200 in 
lost broker price opinion jobs. But I potentially could have lost a big client, 
and it caused me a lot of stress not knowing. And, it was out at work, all 

$200 
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over Mendocino, all over Fort Bragg, there was no where to go that it 
worked! 

Response 
#65 

see my response in #5. i estimate a loss of income of about $200 
$200 

Response 
#66 

No fax or internet. (Our MCN fusion line is our fax line & internet only; 
phones are via AT&T.) I had to spend an extra hour on the phone doing what 
usually takes me a keystroke online. Add in possible lost business due to lack 
of internet access to check inventory in our warehouse and it cost me 
maybe $100. $100 

Response 
#67 

My Sister and Nephews are planning to visit this weekend and they cannot 
call us on our landline.  We had to purchase calling plans and dedicated 
phone numbers from Skype. This has cost us $96.00 for the year. $100 

Response 
#68 

It took longer to complete printing paperwork without the network- 
Probably about 1/2 hr longer than necessary- $50. $50 

Response 
#69 

My husband's construction business' bidding process was delayed.  He had 
to have things faxed to him that he couldn't receive on-line and he had to 
pay $30 for a set of plans he couldn't view on-line. $30 

Total $215,622 
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Appendix B – Reports of an Actual Life-Threatening Medical Emergency 
 

Response #1 I had to call 911 for emergency services, but could not call 911 via Skype; which I had 
luckily just set up.  I had to call a friend who then in turn called 911 for me  At the time 
I was giving my Mother mouth to mouth between trips to the computer.  This was a 
terrifying experience, and we were told by AT&T they had fixed the problem.  They did 
NOT fix it yet and we have another repair order to which they say they will respond by 
the 5th days evening.  We will have had sketchy service for at least two weeks. 

Response #2 Amazingly enough, my husband had to go to the E.R. at the hospital during this outage. 
A volunteer firefighter had been at our house the previous day monitoring my 
husband's vital signs and had given me the idea of driving down to the Mendocino 
Volunteer Fire Department at the bottom of LIttle Lake near the highway. So on 
Tuesday afternoon August 5th I did just that and luckily found the ambulance and one 
of the EMTs there, who got the emergency services going and my husband was 
transported to the hospital.  This story has a happy ending and it was more 
straightforward for me getting help because I live less than a mile from the firehouse 
and because I was in touch with a volunteer firefighter, but I can imagine for someone 
living more remotely, such a situation could easily turn into a life or death situation. 

Response #3 There was a bridge game with 12 people playing at the Woods when one person went 
into a diabetic faint. No phones and no cell. One person's phone worked and the fire 
dept. came, later an ambulance. Very scary and frightening. 

Response #4 Unable to work from home due to Internet being down. Also we rely on Skype for 
phone contact (no cell phonereception here). So we were effectively cut off 
completely. My wife and her adult sone are both disabled. she has 
copd and he is a severe paranoid schizophrenic with multiple diagnosis. To be left with 
no phone communication was terrifying ! Moreover, he was due for a vital injection (3 
weekly) which stabilizes his illness enabling him to deal with day to day life, but was 
delayed by 2 days as a direct result of internet failure, causing the pharmacist to be 
unable to process his prescription through Medi-Cal. Very disturbing !!!! 
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Appendix C – Disabled/Handicapped/Elderly 

Response #1 I am disabled and a fall risk--if I fall I cannot get up without help.  I could not use my cell 
phone so I could call for help if I fell.  I felt very vulnerable, isolated, and scared. I was 
without all internet services - I could not contact my MD ( I was waiting for some test 
results )...more unnecessary worry!  My family could not call to check up on me as they 
usually do on a regular basis. 

Response #2 My wife and I are ill, (cancer) and my wife could not report testing results via Internet as 
required. Both phone and internet, (MCN Fusion) were gone. Local radio lacked info, 
was beyond "inconvenient" and strange as to a lack of news on it via radio. (Very spotty 
on Coast radio when we tried to listen for news). Our station is normally good as to such 
events, but on this one, it was deplorable. 

Response #3 My rheumatologist had emailed me with important drug information due to my 
changing health.   I did not realize he had responded via email on Sunday night.  Several 
days past before I discovered I was to change my drug regimen.  This was not critical, 
but may have saved me several days of pain. 

Response #4 I am disabled and in a medical clinical trial. I was unable to contact the administrator of 
the trial to report on aspects of the effects of the medication I am taking. 

Response #5 86 y.o. stroke victim & housebound mother was unable to use phone, and her phone-
based 'First Alert' necklace was also inoperative. No 911. 

Response #6 I work from home and rely on my MCN Fusion and Verizon wireless. Because I was 
unable to connect (even went searching in Fort Bragg) I had to get in my car and drive 4 
hours to my company's office in the South Bay in order to get my work done. I lost a 
day's worth of work time and lost points with my employer who allows me to work from 
home. My elderly mother-in-law, who lives from home in the town of Mendocino did 
not have a phone line and was unable to call for help. She is not able to leave the house 
alone to get help should she have needed it. 

Response #7 I was home from 5 days in the hospital for spinal surgery. I had just been home for a 
week and was on a great deal of pain medication as well as being physically very 
vulnerable. My partner was not able to be home with me 24/7, so it was disconcerting 
for both of us. Being basically bed bound and only getting up with a walker to use the 
modified bathroom was potentially dangerous, especially with no ability to call for help 
if I needed it. I am 62 and have had both knees and hips replaced, with the last hip 
replacement having been in January. If this is going to be an ongoing issue on the coast, 
I may need to start thinking about relocating. 

Response #8 I am disabled and the internet is my main connection to the world outside my home. 
We don’t have a land line, and t0mobile was down also. We could occasionally (twice) 
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get two bars from StaightTalk and were able to complete one call to let the family know 
we were safe. 

Response #9 could not call sister who had surgery 4 hrs away. could not contact ANYONE. I am over 
71...if I had an emergency and needed help....I would be out of luck. 

Response 
#10 

unable to make ANY phone calls or log on. as a disabled person living alone, it was very 
isolating. 

Response 
#11 

We are both in our 80's and had no phone, cell phone or email. We would not have 
been able to contact any one in an emergency. 

Response 
#12 

Totally cut off  
 
Husband is a heart patient and occasionally needs 911. Scarry 

Response 
#13 

My wife is an advanced cancer patient and I have a serious heart condition. We would 
not have been able to seek assistance during this time, had either of us needed extra 
care. 

Response 
#14 

My daughter is disabled. She lives in FB. I had to drive in to check on her as I could not 
get her by phone and she could not get me. Connection is vital for her. 

Response 
#15 

It was difficult to not be able to call my 80 year old mother, who needs me regularly. 
She could not call me either, she only had a Verizon phone which did not work until 
Monday. Her house phone is U Verse as is her internet. 

Response 
#16 

Aside from the usual social connections, which can be postponed for a few days, I was 
very anxious during the shut-down, due to health issues.  I tend to have A-Fib 
periodically and am at risk for stroke.  I know that I am just a phone call away from life 
or death, should my A-Fib not resolve on its own.  I live alone, so it is absolutely vital for 
me to have access to emergency services via phone. 

Response 
#17 

I have a disabled daughter at home, and we could not reach her caregiver....no 911 
service.  Very scary. 

Response 
#18 

My husband and I are seniors.  I am disabled and unable to walk (more than a few steps) 
and stand (for a few seconds). My chronic illness requires me to be able to call for help, 
if I have to.  I didn't feel secure because of the outage.  Also, I work from home via the 
internet and phone, so I was unable to work and earn an income.  I had to cancel phone 
meetings with clients because of the outage. This was a sacrifice as we are low income, 
and need every opportunity to earn money that comes along. We did finally go to the 
library to use their internet but I couldn't stay very long as my back condition is very 
painful once I'm out of bed.  My husband was also inconvenienced in his personal family 
matters which required him to talk to his bank back East on a public phone.  So he lost 
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privacy, timeliness, and access to his files while making this call.  It became very 
complicated, unfortunately. 

Response 
#19 

Unable to reach elderly friends on the coast to monitor their welfare. 

Response 
#20 

Couldn't contact my doctors (recent amputee) or caregivers 

Response 
#21 

I am in poor health, living alone, and my distant family was frantic when they could not 
reach me. And I could not have called for help if needed. 

Response 
#22 

I was unable to listen to my voicemail on my iPhone. When assisting a hospice patient 
was unable to communicate using iPhone and iPad. Was unable to use landline at 
hospice patient's location to send or receive calls. 

Response 
#23 

Internet and cell.  But we have land line for phone so home life was not seriously 
impacted 

Response 
#24 

Handicapped and homebound. No ability to call for help (911) or find out what is going 
on. Thank goodness for my neighbors! 

Response 
#25 

Anxiety producing and fear with no phone in home in case of emergency especially with 
two disabled persons here. 

Response 
#26 

My kids were coming into town and I had know way to get in touch with them. 

Response 
#27 

I had no phone service at all.  Could not call an ambulance, a friend, no 911.  My Great 
Call Emergency device (push a button for help) stopped working.  I live alone and am 
quite old and hoped nothing would happen because there was no way to call for help 
from inside the house.  Outside, at least I could have yelled! 

Response 
#28 

I am a single older person living in an isolated area.  Should an emergency occur, I would 
be helpless. 

Response 
#29 

My husband has Alzheimer's. I was very anxious about having a medical emergency. My 
cell worked, but only intermittently, probably due to volume. Also, when a caregiver 
was with my husband for a few hours, I was nervious about her not being able to reach 
me. 

Response 
#30 

As a currently disabled senior, I was unable to communicate the need for assistance, 
should that arise. Also unable to communicate with family out of the area. I live alone, 
so this is crucial. 

Response Answering on behalf of my 80 year old mother who was without her phone service from 
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#31 Sunday afternoon until Tuesday afternoon, This also affected her lifeline contact to the 
outside world. It also cut her off from her children and any medical or emergency 
contacts! 

Response 
#32 

I live alone and am 76 years old.  My life is very lonely and scary without my internet 
connection.  Hald my friends didn't even have a phone due to the interruption in 
service. 

Response 
#33 

Handicapped person unable to maintain contact with care givers/support services 

Response 
#34 

I am a senior and having no access to phone 911 was troubling having fallen and broken 
my shoulder 2 years ago. 

Response 
#35 

My husband is disabled, and we were fearful of the phone lines not working. 

Response 
#36 

Inconvenience: couldn't use the ATM in town, couldn't take care of banking and other 
business online as expected. 

Response 
#37 

Inconvenience: couldn't use the ATM in town, couldn't take care of banking and other 
business online as expected. 

Response 
#38 

Recently diagnosed with cancer, & advised to make treatment decisions ASAP,  I lost 
two days I urgently needed to research technical sources, connect with medical people, 
gather information & resources, rearrange my schedule, set dates for treatments, etc. 
 
Being suddenly unable to reach me distressed my out of town family & friends. 
 
Also, I am caring daily for a friend undergoing cancer chemotherapy. She was suffering 
great discomfort & was realistically anxious that her condition could go critical while 911 
was unreachable. She could not have walked or driven to the local firehouse. She was 
also distressed to be out of touch with her support system locally & elsewhere. Her 
several caregivers could not check in with her or each other except in person. 

Response 
#39 

As an individual, I was disturbed at not being able to make any phone calls from my 
home. I am in good health, but I am 65. My brother who lives with me is disabled. I also 
have a 2 1/2 year old grandson living with me. If any of us had needed medical 
assistance, we would not have been able to call 911. Also, we are in the middle of a 
drought and a hazardous, dry fire season. What if a fire had started nearby? I also 
thought to myself, well, if thieves are aware of this outage, now is their big chance to 
commit some robberies, as people will not be able to call the police. 

Response I lost basic 911 services for 3 days. 
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#40  
I am disabled and had no way to contact Police, Ambulance or Fire Station 

Response 
#41 

unable to make connections for a trip on Tuesday, inconvenient not to have access for 
information which we seek often, scary not to have 911 (elderly) available, no cash 
available, isolation, friend and professional communications suspended 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 21 of 29  

Appendix D - Laytonville Residents Living within 5 Miles of Active Fire Boundary 
 
Response 
#1 

My husband is in very poor health, and suffers from COPD and CHF. This "outage" occurred 
during the worst wildfire in our area (Laytonville) in many years. Had my husband 
experienced a serious respiratory episode due to the very thick smoke that blanketed our 
neighborhood, I would have been completely unable to contact 911 or ANYONE by phone, 
for that matter. on the bright side, I expect my phone bill to be lower this month, seeing as 
how we were without service for 3 days. also, I was expecting several important callbacks 
from potential employers and one from a county social worker. the outage managed to 
delay our receiving much needed food stamp aid. 

Response 
#2 

We were unable to find out if we needed to evacuate. 

Response 
#3 

Fire within miles and couldn't get any info 

Response 
#4 

I had no service for three days, and called verizon, because I was told that We use their 
towers, and reported the problem, I was told by the Verizon rep that there had been no 
problems in our area.Nobody in our town had service, it was an emergency situation as We 
had and still have a huge fire burning dangerously close to Us, and evacuation orders were 
even given.No 911, and even the firefighters couldn;t get reception on their cells either.As it 
turns out, it happened precisely at the time that an accident in Fort Bragg, Ca. had damaged 
a large section of fibreoptic cable, and noone has acknowledged it, but We are sure that 
was the reason We lost our service, even though We are several miles inland from Ft. Bragg. 
As soon as the fibre optic line was repaired, our cell service came back.I would like to see a 
redundancy service to provide cell service to outlining areas, especially for emergency calls. 

Response 
#5 

Without wireless service and living in such a remote area AND it being during a wildfire we 
had no updates from Cal Fire. 

Response 
#6 

no access to any type of communication during an emergency, that is, a wildfire 

Response 
#7 

During fire breakouts, we had no communication with family and loved ones. 

Response 
#8 

Could not stay in contact with my family, including my mother who lives in Laytonville, near 
the fires. 

Response 
#9 

Unable to reach neighbors at possible risk in Lodge Fire 

Response We have a fire raging in our area with cautions from Cal Fire to keep close to the phone in 
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#10 case for evacuation. When the phones didn't work as well as internet, we were in the dark 
about evacuation notices. We could access radio for emergency but could not access phone 
internet. Very un-nerving. 

Response 
#11 

We were unable to contact our doctor or our family members to tell them not to worry 
since they couldn't reach us. No ability to reach emergency numbers. Very dangerous. We 
could not reach anyone in the area of the Lodge Fire, where we have properties and dear 
friends. 

Response 
#12 

It was inconvenient and scary not to be able to make or receive phone calls during the big 
forest fire near my house.  I also had no internet so I couldn't check status of fire or send or 
receive e-mail messages as an alternative to making phone calls. 

Response 
#13 

I was having difficulty getting updates on the lodge fire 

Response 
#14 

In the area of Laytonville, after about 10 am I couldn't receive or make calls from my own 
device. It took me several tries/re-sends to get text messages to go through. My parents 
were out town and live in the Branscomb area and we're unable to get a hold of me. They 
were very worried about their home and me because of the fire. as soon as I git close 
enough to Willits to get cell service, I had signal again, so I was only having trouble in the 
Laytonville area. Many people in my area have gone to using cell phones and have 
eliminatedtheir land lines. I was unable to call students and parents during our school 
session as well as other colleagues. Lucky, I didn't have emergency reasons to have to 
contact anyone, but if I had it would have been very difficult if not impossible. At LHS, we 
use Verizon hot spots for internet service and I had no access to inherent. As a high 
schoolteacher, I rely heavily on this service to access records, take attendance and even 
access the printers. I was unable to do any of it during that time. 
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Appendix E – Banking Interruption 
 
Response 
#1 

This impacted our family in many ways. My husband is the manager of a local Bed and 
breakfast in Mendocino, this impacted them an many levels. My son does online school, he 
was in the middle of an essay when the internet went out. He lost 2 days of work and was 
not able to turn it in on time, making his grade drop. I also use email to keep in touch with 
my sons oncologists. We were not able to secure his appointments because the internet 
was down. Many stores and banks could not accept my debit or credit cards, and I did not 
have enough cash on hand. 

Response 
#2 

Could not complete internet searches and transactions. Could not do banking. 

Response 
#3 

My wife & I were vacationing in Ft. Bragg. For two & a half days we were unable to contact 
our family, access our money via on-;ine banking or do normal purchasing with local 
businesses or any of the activities a tourist would do. 

Response 
#4 

I was to have installed a new Docsis 3 higher speed modem day of event.  Not only lost 
critical internet, banking, medical, product purchase and skype and email contract, but had 
to send back modem and drop plans for additional Comcast service. 

Response 
#5 

Inability to communicate with those who had no service; difficulty making mobile phone 
calls (US Cellular) only because their system was overloaded intermittently (probably due to 
data overuse since that was the only way to send/receive data for those whose internet was 
down.) Inability to use ATM (but the teller/humans were helpful in the bank; and other 
services were available using the bank's 800# from my land line that was NOT affected 
(95410 zip code). 

Response 
#6 

I was unable to communicate with my children or grandchildren by phone or email. I was 
unable to deposit checks in bank or pay bills. Fortunately I did not have an emergency as I 
would not have been able to call for help. Fortunately I had cash for the grocery store as 
they could not process my debit card. 

Response 
#7 

I was in the middle of a transfer of funds from one local bank to another... Because of the 
outage, my transfer was delayed which resulted in an overdraft at the receiving bank.  I was 
assessed a penalty fee (which the bank refunded afterwards), but it was a big hassle and 
caused me considerable stress. 

Response 
#8 

No cel phone service at home no internet either. Our bank could not give out more than 
100.00 due to their system being down. Many shops & restaurants could not take credit 
cards as their systems were down. Basically if you have come to rely on your ATM/visa mc 
card you were in trouble. If you had very little cash on hand when this started it could have 
been bad. Then there's the gas pumps not working as well due to no cards being accepted. 
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Response 
#9 

My funds in my bank were not available to me. 

Response 
#10 

Luckily my cell works at my house so we were covered for an emergency. Online banking 
was affected though. 

Response 
#11 

could not do online banking or check and send emails. 

Response 
#12 

We had no cell, phone or internet service.  We were unable to meet financial obligations via 
on-line banking.  A trip to Fort Bragg to the bank did not help as they were also unable to 
transfer funds. 
 
The grocery stores could not accept debit cards so I was limited to a cash purchase.  I saw 
many people just leaving their full grocery carts because they could not pay. 
 
My verizon cell phone received voice mail, so I made several trips to Fort Bragg, where my 
phone worked, to answer important calls. 

Response 
#13 

I could reach my son since he only has a cell phone,  I could not do my online banking. 

Response 
#14 

My bank could not update my account balance to reflect my deposited paycheck because 
they weren't connected.  I couldn't pay bills online. I couldn't communicate with family on 
the east coast through email or social media.  I was able to watch my paid cable station like 
HBO, etc, but lost basic local networks (channels 1-7).  I had a limited capacity to text and 
make phone calls; the texts and calls would sometimes go through and sometimes not. 

Response 
#15 

Had to spend money on rentals. Could not pay online bills 

Response 
#16 

Unable to contact our elderly parents.  Unable to facetime with our grandchild.  Could not 
access our online bank accounts-pay bills, etc. 

Response 
#17 

could not correspond with anyone; could not work since everything is run through comcast - 
no phones, no computer, could not use atms to get cash and coudn't use credit or debit 
cards 

Response 
#18 

As an individual I lost internet at home (comcast) as well as cell service ((ATT).  Interfered 
with my banking, ability to schedule medical appt, and the pharmacy was unable to access 
my insurance to cover a prescription I needed. 

Response 
#19 

The lower cable channels on Comcast were effected .  I couldn't get money from the savings 
bank atm.  No phone, cell, or internet.  Kind of creepy 
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Response 
#20 

could not wthdraw money from the bank... what? without internet service my money is no 
longer mine?? what?? no disaster recovery plan from the banks? makes me want to 
withdraw my funds and bury them in the yard. 

Response 
#21 

No phone (including 911) or internet. No access to bank account. 

Response 
#22 

My biggest concern was not having 911 emergency service available.  I was also concerned 
that the bank in which I keep accounts was down and area stores were unable to accept 
credit/debit cards, particularly the grocery store.  This outage must be considered a 'wake-
up' call and address possible future incidents. 

Response 
#23 

Failure to access media services, access ATM services, or utilize credit card at local business'. 

Response 
#24 

I couldnt put money into my bank to pay my bills i couldnt even take any money out. I 
couldbt even go online and pay my bills. I ended up with late fees. 

Response 
#25 

Internet service was completely disrupted at home and on my cell phone. I was not able to 
use my navigation system. I was not able to access my banking information, even when I 
went to my local branch in person. ATM machines and credit card machine were down all 
over town. 

Response 
#26 

I was unable to contact family members by phone, U-verse Voice, to let them know what 
had happened and why I was not on the internet and why my phone was busy. Banks and 
stores were just a little inconvenient. 

Response 
#27 

Unable to access email, facebook, banking, etc 

Response 
#28 

Unable to contact family to let them know I was OK.  Husband is out of town and had to go 
to the Advocate Facebook page to see why I wasn't answering phone. Had there been an 
emergency, I would not have been able to call 911.  Companies have encouraged us to do 
everything online, I was unable to conduct personal business.  Unable to do transaction at 
post office.  They couldn't process credit card and I couldn't get cash from ATM. 

Response 
#29 

Several businesses were closed or impaired. I was unable to make banking transactions and 
missed scheduled computer maintenance 

Response 
#30 

Inconvenience: couldn't use the ATM in town, couldn't take care of banking and other 
business online as expected. 

Response 
#31 

Inability to access ATM, send a display ad proof to newspaper, call home to disabled spouse, 
complete prescription order 
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Response 
#32 

Loss of emergency, business, and banking services in a geographically isolated area. 

Response 
#33 

I use an online business service called Airbnb to supplement my income. My business is 
rated by how soon I respond to a customer inquiry.  
 
I had a customer who was having an emergency and she could not get in touch to tell me 
she would not be arriving at the time we agreed upon.  
 
I was not able to withdraw money from my bank account and was not able to pay bills 
online. This is the first week of the month when I pay bills.  
 
My wages are on automatic deposit and I could not receive them when they were due to be 
deposited causing late fees on some bills. 
 
Also, I work for a retail business that could not run credit cards for purchases. 
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Appendix F – Unable to Use Credit Card 
 
Response 
#1 

This impacted our family in many ways. My husband is the manager of a local Bed and 
breakfast in Mendocino, this impacted them an many levels. My son does online school, he 
was in the middle of an essay when the internet went out. He lost 2 days of work and was 
not able to turn it in on time, making his grade drop. I also use email to keep in touch with 
my sons oncologists. We were not able to secure his appointments because the internet 
was down. Many stores and banks could not accept my debit or credit cards, and I did not 
have enough cash on hand. 

Response 
#2 

My wife & I were vacationing in Ft. Bragg. For two & a half days we were unable to contact 
our family, access our money via on-;ine banking or do normal purchasing with local 
businesses or any of the activities a tourist would do. 

Response 
#3 

My biggest concern was not having 911 emergency service available.  I was also concerned 
that the bank in which I keep accounts was down and area stores were unable to accept 
credit/debit cards, particularly the grocery store.  This outage must be considered a 'wake-
up' call and address possible future incidents. 

Response 
#4 

Failure to access media services, access ATM services, or utilize credit card at local business'. 

Response 
#5 

Internet service was completely disrupted at home and on my cell phone. I was not able to 
use my navigation system. I was not able to access my banking information, even when I 
went to my local branch in person. ATM machines and credit card machine were down all 
over town. 

Response 
#6 

Unable to contact family to let them know I was OK.  Husband is out of town and had to go 
to the Advocate Facebook page to see why I wasn't answering phone. Had there been an 
emergency, I would not have been able to call 911.  Companies have encouraged us to do 
everything online, I was unable to conduct personal business.  Unable to do transaction at 
post office.  They couldn't process credit card and I couldn't get cash from ATM. 

Response 
#7 

Inconvenience: couldn't use the ATM in town, couldn't take care of banking and other 
business online as expected. 

Response 
#8 

We were traveling and unable to contact family. We got separated from my granddaughter 
and by the time we got to her she was in a panic.  Tried to use my credit card but was 
unable. 

Response 
#9 

Many local vendors were not able to process our debit and credit card transactions... Of 
course email was down, it did make us take a look at our slowly developed dependence on 
digital communications. I do think that we can do without in the time of emergency as we 
do with the occasional power outage. OBTW, ham radio communications work just fine for 
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these emergencies. 
 
During my working career as an engineer I would never design a system with a single point 
of failure. Shame on you AT&T. 

 Unable to get news from any bay area TV stations, nBC,abc,CBS,pbs. Unable to reach 
neighbors during disaster drill who had Verizon and some att residence phones were 
out...but not all. Unable to use ATM to get cash or credit cards at most business 
establihments. 911 was impacted. 

Response 
#10 

My husband is a deputy sheriff, not only did he get called in hours before his shift to cover 
parts of the county that did not have 911 service available, we were unable to stay in 
contact with each other. Our land line was patchy at best, and we had no cell service to text 
each other. Our home is in a rural area, we have equipment hooked up to our internet so 
we have cell service, we were unable to connect to the internet or call anyone. We could 
not purchase anything in town as I do not always keep cash on me and all credit card 
services were down. I could not purchase my babys medicine or buy groceries. The whole 
town was shut down. 

Response 
#11 

Was not able to use a debit card.  credit only.   Was not able to get cash back.  Not able to 
get cash from ATM.  Cut off from internet.  Not able to post news or photos, access email, 
Facebook, etc.  At a local store the new fax machine was connected to Internet, would not 
work.  Older model worked.   Kids could not access apps .  People who used debit cards 
only, could not get gas.  Terminals down.   Gossip changed about what occurred.  No one 
seemed to know.  Some thought wildfires responsible.  News was vague about when it was 
getting fixed.  More people out and about .  I was trying to contact someone and was upset 
they didn't phone back, so I phoned a friend .   We knew almost immediately because every 
phone was busy and ATMs were down.   I was able to post it, before I lost cell phone service 
and notified someone in charge of County disaster emergancies.  I also phoned Comcast and 
they told me the outage had been reported. 

Response 
#12 

Could not use a credit card at various stores in Fort Bragg.  ATM not available. 

Response 
#13 

Unable to use debit card at market and post office. Unable to register easily for classes at 
Mendocino College in Fort Bragg. Unable to use cell phone. 

Response 
#14 

Unable to use credit card to by gas - tank empty and not enough cash on me to buy. 

Response 
#15 

The loss of internet service was inconvenient, but not a serious problem for me. The loss of 
cell phone service was more disruptive, since I was unable to communicate normally with 
my family during the day, but this caused no serious problems. Some stores where I 
normally shop were unable to take credit/debit cards, so I used cash and delayed major 
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shopping plans for when services returned. I was disturbed to hear that some people were 
unable to call 911, and I was concerned about businesses in the area that were unable to do 
their work. 

Response 
#16 

Could not search for materials to repair my home, $ were not available, credit and debit 
transactions were not possible - cash only in my town, couldn't pick-up my RXs. 

 

 




































































































































































































